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Introduction

“A new generation of contact 
management software to manage both 
sales prospecting and servicing existing 

customers.”

Call Centre Manager is the only fully featured, enterprise 
level CRM package to incorporate:

	 	 •	 Fully	featured	contact	management	system
	 	 •	 Automated	customer	services
	 	 •	 Integrated	call	scripting
	 	 •	 Business	process	mapping	and	workflow	automation
	 	 •	 Fully	integrated	with	a	multi-channel	business	system
 

Importantly,	this	is	an	Enterprise	Level	solution	with	no	limits	on	the	number	of	simultaneous	
users	or	transaction	volumes.

Call	Centre	Manager	provides	a	single	repository	for	all	customer	information	across	the	entire	
organisation.



Overview

Call Centre 
Manager is 
the only fully 
featured, 
enterprise level 
CRM package to 
incorporate:

Contact	Management
	 •	 Prospects	or	Customers,	B2B/B2C
	 •	 Intelligent	searching
	 •	 Nested	database	e.g.	company		 	
	 	 with	contacts,	with	branches	who	have		
  contacts etc
	 •	 Full	audit	trail	of	all	customer	events
	 •	 Letter	templates,	email	client

Automated	Customer	Services
	 •	 Automated	definable	actions
	 •	 Customer	services	interface	to	actions
	 •	 Triggers	from	ERP	to	actions
	 •	 Escalations	and	authorisations
	 •	 Comprehensive	reporting	on	all		 	
	 	 customer	events

Integrated	Call	Scripting
	 •	 User	definable	scripting
	 •	 Browser	based
	 •	 Telephony	integration
	 •	 Full	integration	to	back	office	business		
	 	 system	

Workflow	Management
	 •	 Workflow	management
	 •	 Business	process	mapping

Full	ERP	Business	System
	 •	 Fully	integrated	multi-channel		 	
	 	 business	system
	 •	 Marketing,	order	processing,	stock,		
	 	 financials	
	 •	 E-commerce	and	content	management
	 •	 Credit	card	handling
	 •	 Quick	addressing
	 •	 Integrated	courier	links
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Contact	Management

Client Details
 

	 •	 Records	name	and	address	detail,	with	full	integration	with	quick	addressing		 	
	 	 software	and	de-duplication	functionality
	 •	 Provides	user	definable	fields	for	contact	details	to	record	telephone,	fax,	mobile		
	 	 phone,	email	address,	web	address	and	other	details
	 •	 Area	defined	either	geographically	or	by	for	example	industry	sector
	 •	 Account	type	e.g.	major	account,	education	sector	(again	all	definable)
	 •	 Allows	for	multiple	contracts	for	the	head	office
	 •	 Allows	for	multiple	branches	and	within	each	branch	multiple	contacts



Contact	Management

Customer	Processing	and	Events
Customer	processing	and	events	provide	the	customer	service	agent	with	a	complete	picture	/	
audit	trail	of	the	client’s	details	and	history.	

Events	allow	the	agent	to	drill	down	into	the	PRIAM	database	to	display	all	transactions	relating	
to	a	client.

Customer	processing	provides	access	to	all	of	the	transaction	processing	screens	contained	with	
the	PRIAM	ERP	system.			

 

Examples	of	events	are	any	type	of	transaction	that	occurs	against	the	customer	record.	This	
includes:

	 •	 When	the	record	was	first	created
	 •	 When	a	letter	or	email	has	been	sent
	 •	 When	a	document	or	note	has	been	added	
	 •	 Details	(drill	down)	of	sales	orders,	despatches	or	sales	invoices	

Customer	processing	allows	the	operator	to	open	any	of	the	transactional	based	processing	
screens	available	within	the	PRIAM	ERP	system.	This	includes	Scripting,	Order	Processing,	
Returns	Processing,	Catalogue	Requests	and	many	more.	Access	to	these	screens	can	be	
controlled	and	restricted	by	user	or	user	group.	

The	events	
window	displays	
all of the 
dealings that 
have taken 
place against 
a	customer	
record.	
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Contacts 

 

Allows	you	to	capture:

	 •	 User	definable	additional	details	and	profiles
	 •	 Single	shot	or	template	letters	
	 •	 Multiple	documents	to	be	stored	in	a	single	area	
	 •	 Comprehensive	free	format	notes
	 •	 Single	shot	or	template	emails
	 •	 Create	tasks	automatically	or	manually	and	assign	goals		
  and results 
	 •	 Events	–	links	to	the	PRIAM	back	office	system	

Contact	Management

Call	Centre	Manager	allows	you	to	create	
an	unlimited	number	of	contact	records	
or	to	link	existing	contact	records	into	the	
current	company.	One	contact	can	belong	
to	multiple	companies	/	individuals.	



Contact	Management

Additional	Details
Call	Centre	Manager	allows	
you	to	create	and	maintain	
your	own	tables	and	data	
fields	within	those	tables.	

 
Each	table	can	contain	as	
many	data	fields	as	you	want	
and	these	can	allow	for	
multiple	predefined	responses	
e.g.	area	of	business	above.	
Behind	each	response	is	a	
profile	that	is	added	to	the	
contact detail so the detail is 
not	just	memo.		The	database	
can	now	be	segmented	by	
the	profile	added	from	the	
response	so	the	mailing	
program	can	select	all	retail	
customers	for	example.

It	is	also	possible	to	have	
view	only	fields	which	are	
calculations	based	on	the	
back-office	database	record	
for	the	contact	e.g.	order	
value	divided	by	orders	
over	time.		This	is	achieved	
through a calculator that 
references	all	of	the	ERP	
database!
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Contact	Management

Letters	and	Emails
Call	Centre	Manager	allows	you	to	automate	the	process	of	creating	and	maintaining,	receiving	
and	sending	letters	and	emails.  

 

Letters	and	emails	can	be	created	on	an	ad-hoc	basis	or	via	existing	templates.	

Templates	are	created	using	the	template	editor	or	imported	from	existing	documents.	

The	PRIAM	database	can	be	accessed	to	mail	merge	any	existing	data	into	single	shot	or	
template	letters.				

Pool	your	incoming	emails	and	allocate	them	to	customer	service	operators	or	groups.	

Links	to	any	email	server.	
 



Contact	Management

Documents	and	Notes
Call	Centre	Manager	allows	you	to	create	and	record	comprehensive	notes	for	each	customer	
interaction:

	 •	 Create	an	unlimited	number	of	customer	notes
	 •	 Different	types	of	notes	can	be	created	by	the	user	for	example	complaint,	query		
	 	 or	customer	service	
	 •	 Notes	can	be	filtered	according	to	the	type,	date	created	or	author	

 

Call	Centre	Manager	will	store	and	retrieve	any	type	of	document	in	a	single,	easily	accessible	
area.	

Different	document	types	can	be	stored,	for	example	Word,	PDF,	Excel	spreadsheet,	JPG.	

Documents	can	be	filtered	and	viewed	by	date,	author	or	whether	they	are	incoming	or	
outgoing.	

 



MULTI-CHANNEL 
BUSINESS 
SOFTWARE

Automated	Customer	Services

Automated	Customer	Services

 	 •	 Automate	definable	actions	
	 •	 Create	tasks	for	individual	or	groups	with		
  goals and results
	 •	 Define	triggers	from	within	ERP	to	create		
  user tasks
	 •	 Full	customer	services	functionality		 	
  interfaced to task creation
	 •	 Create	escalations	and	authorisations
	 •	 Attrition	rate	reporting
	 •	 Customer	services	centred	on	customer	or		
	 	 shop	/	location

 

The	Customer	
Services	Editor	
allows	operators	
to create and 
record	customer	
service events or 
amend	existing	
ones. 



Automated	Customer	Services

Customer	Services	Editor

A	unique	call	reference	number	is	
allocated	to	every	call.	Each	call	is	
treated	as	a	unique	event	with	an	
associated	audit	trail	which	provides	
the	basis	of	reporting	and	analysis.	

A	customer	services	event	can	be	
created	against	an	existing	customer	
record	or	against	an	anonymous	
account.	For	example	the	service	call	
might	be	to	enquire	on	shop	opening	
times	and	customer	details	need	not	
be	recorded.		

The	Customer	Services	Editor	allows	you	to	record:

	 •	 The	original	source	of	the	call	i.e.	phone,	email	or	letter
	 •	 The	status	of	the	call	i.e.	pending,	urgent,	closed	etc
	 •	 The	nature	of	the	customer	service	event	and	a	sub	reason.	For	example		if	the	reason		
	 	 for	the	call	is	a	customer	complaint	this	may	be	analysed	as	a	sub	reason	of	product		 	
	 	 malfunction,	incorrect	goods	or	late	delivery
	 •	 The	customer	details	or	if	an	anonymous	account
	 •	 Record	sales	orders,	product	information,	store	details	or	notes	without	having	to		 	
	 	 move	from	the	primary	screen	
	 •	 Access	user	definable	knowledge	base
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Automated	Customer	Services

Time	Tracking	–	Customer	Services	History
Call	Centre	Manager	gives	an	activity	breakdown	for	every	customer	service	event.	This	provides	
the	audit	trail	for	a	customer	service	event	and	the	basis	of	reporting	and	analysis.

 

 

The	time	tracker	screen	records:

 •	 The	date	and	time	when	an	activity	started
	 •	 The	date	and	time	when	an	activity	ended
	 •	 The	name	of	the	operator
	 •	 What	the	activity	was



Automated	Customer	Services

Triggers
Maintaining contact and responding to 
customer	requests	quickly	and	efficiently	
are	the	issues	in	today’s	customer	service	
environment.	Ensuring	that	the	customer	
always	receives	a	response,	is	both	time	
consuming	 and	 difficult	 to	 achieve.		

Call	 Centre	 Manager	 enables	 you	 to	
automate	 the	 processes	 that	 maintains	
and	 controls	 customer	 contact.	 Triggers	
allow	 tasks	 to	 be	 created	 depending	 on	
events	 that	 occur	within	 the	 PRIAM	 ERP	
system.		These	are	called	triggering	events.	
 
Examples	 of	 triggering	 events	 are	 the	
creation	of	a	customer	name	and	address	
record	 or	 the	 raising	 of	 a	 sales	 order.	

A	 triggering	event	can	 initiate	an	action	
or	 series	 of	 actions.	 This	 could	 be	 a	
follow	up	call	to	a	customer	or	a	letter	/	
email	in	response	to	a	customer	enquiry.   

Actions	are	allocated	as	tasks	to	customer	
service	 agents	 or	 used	 to	 create	 (pre-
defined)	 letters	 and	 emails.	 Tasks	 can	
be	 chained	 so	 that	 the	 telephone	 call	
can	 be	 followed	 by	 a	 letter	 or	 email.	

Triggers	can	be	applied	to	any	transactional	
event	within	the	PRIAM	ERP	system	and	can	
have	many	different	uses.	For	example	a	
trigger	 could	be	associated	with	a	 stock	
level	 falling	 below	 a	 pre-determined	
minimum	level	and	actioning	an	email	to	
be	sent	to	an	account	manager	or	supplier.		

Without	 a	 doubt	 this	 facility	 will	 be	
of	 enormous	 benefit	 to	 companies	
wishing	 to	 automate	 and	 control	
their	 business	 processes,	 particularly	
in	 a	 customer	 service	 environment.		
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Automated	Customer	Services

Automated	Definable	Actions	(Tasks)

Call	Centre	Manager	allows	you	to	
initiate	activities	or	tasks.	These	
tasks	may	involve	sending	a	letter	
or	email,	or	an	agent	calling	the	
customer.	

They	may	also	involve	a	series	
of	tasks	where	the	completion	
of one task initiates a second 
or	subsequent	tasks	e.g.	the	
customer	service	letter	followed	
up	by	a	call	back	one	week	
later,	followed	by	an	email	in	six	
months.	

Call	Centre	Manager	will	
automate	and	control	all	of	these	
processes.	

It	allows	users	to:

	 •	 Define	and	diarize	tasks
	 •	 Link	tasks	to	actions	and	goals
	 •	 Automate	task	creation	through	triggers	in	the	ERP	system
	 •	 Chain	tasks	together	so	that	depending	on	the	result	another	task	is	initiated
	 •	 Require	authorisation	for	certain	tasks
	 •	 Escalate	tasks	that	are	not	completed	on	time
	 •	 Associate	profiles	with	results	to	automatically	capture	a	record	of	the	outcome



Integrated	Call	Scripting

CRMagic  	Browser	Based	Call	Centre	Scripting	

	 •	 Define	operator	scripts,	prompts	and	help	messages	that	guide	the	operator		
  through the process
	 •	 Create	scripts	for	inbound	and	outbound	campaigns	or	data	capture
	 •	 Incorporate	images,	graphics,	hyperlinks	and	web	content	
	 •	 Ensure	complete	quality	control	of	response	by	your	operators	
	 •	 Simple	intuitive	interface	–	make	rapid	changes	to	your	existing	campaigns		
	 	 quickly	and	easily

Web	enabled,	telephony	integrated	with	user	definable	scripting	linked	to	an	
enterprise	level	multi-channel	business	system.	
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Integrated	Call	Scripting

CRMagic  	Browser	Based	Call	Centre	Scripting	

•	 Allows	you	to	wrap	a	script	around	the	ordering	taking	process
•	 Integrates	with	your	telephone	system	to	automate	the	process	of	in-bound	call		
 handling
•	 Automatically	launch	scripts	via	CTI
•	 Links	seamlessly	to	the	full	PRIAM	Business	system	for	picking,	distribution	and			
 accounting  
•	 Use	the	powerful	profiling	functionality	to	record	customer	responses	and	reactions



Workflow	Management

Business	Process	Mapping	/	Workflow	Management
The	Business	Process	Editor	allows	you	to	automate	your	business	processes	within	a	powerful	
workflow	management	tool.	

Create	workflow	templates	that	can	then	be	activated	to	create	a	series	of	tasks	that	can	be	
combined	into	a	business	processes.

 

•	 Each	task	is	completed	in	the	order	of	priority	and	when	the	task	is	due	for	completion	
•	 Tasks	may	be	allocated	to	individuals	or	groups	
•	 Tasks	may	require	authorisation	and	can	be	escalated	to	a	supervisor	or	manager
•	 Other	business	processes	can	be	added	to	the	workflow	template  
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PRIAM	Software

To	book	a	demonstration,	please	contact	our	main	office.

Demonstrations	can	be	held	at	our	offices	in	Rugby,	Warwickshire	and	are	on	an	individual	basis.

PRIAM	SOFTWARE
The	Old	telephone	Exchange
32-42	Albert	St
Rugby
CV21	2SA

Tel:		
Fax:	
Email:

or	visit	our	website:

www.priamsoftware.com

+44	(0)	1788	558000
+44	(0)	1788	558001
sales@priamsoftware.com

Demonstrations:

Contact Details:


